Abstract: As a step towards ensuring a better quality in the highly competitive mobile communications industry, the study was designed to analyze expectations on the quality of the service characteristics in mobile communication of customers in Sri Lanka.
Introduction

Evolution of mobile communication
The first operational cellular communication system was deployed in Norway in 1981 and was followed by similar systems in the United States of America (USA) and United Kindom (UK). These first generation systems provided voice transmissions by using frequencies around 900 MHz and analogue modulation. The second generation (2G) of the wireless mobile network was based on low-band digital data signaling. The most popular 2G wireless technology is known as Global Systems for Mobile Communications (GSM).
'2.5G' systems were introduced to enhance the data capacity of GSM and mitigate some of its limitations. These systems add packet data capability to GSM networks, with GPRS (General Packet Radio Service) facility.
Planning for third generation (3G) started in the 1980s. Initial plans focused on multimedia applications such as videoconferencing for mobile phones. When it became clear that the real killer application was the Internet, 3G thinking had to evolve. As personal wireless handsets become more common than fixed telephones, it is clear that personal wireless Internet access will follow and users will want broadband Internet access wherever they go.
Higher data speed is the prime feature of 3G over 2G systems, and allow ups to 2 Mb/s for stationary users. High Speed Downlink Packet Access (HSDPA) and High Speed Uplink Packet Access (HSUPA) further enhance the data speeds in downlink and uplink respectively.
